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CENTRAL FAX eiPfn^ 

h (Cunratly amended) A process for allocating a resource by a service provider having a 
plurality of service level agreements with a plurality of customers in a shared computing a ^sk 
a pplication environmen t in which a web application s erver retrieves data ftom a database and 
transmits data in the form of a web naee to a nluralitv of consumer computers, the process 
comprising: 

classifying a plurality of customers into a plurality of premium customers and a plurality of 
standard customers where a premium customer is entitled to a first compensation rate 
when there is a breach of a premium customer's service level agreement, where a 
standard customer is entitled to a second compensation rate when there is a breach of 
the standard customer*s service level agreement, and where the second compensation 
rate is less than the first compensation rate; 

responsive to a profiling tool indicating that the premium customer's available resource 
cannot provide an agreed service level resulting in a ^ the_b reach of the premium 
customer's service level agreement^^^detennining if the resource has been allocated to a 
customer that is not using the resource; 

responsive to determining that the resource has not been allocated to the customer that is not 

» 

using the resource, determining if the resource has been allocated to a standard 
customer, and 

responsive to detmnining that the resource has been allocated to the standard customer, re- 
allocating the resource firom the standard customer to the premi\im customer; 
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detem ftping tho mipimum total robatc payable by tho oervnco pro\idor for tho breaob ; 

wherein the profiling tool collects a plurality of porformancQ dato a Tetrievj^l rate from a yrp^ 
ap plication j;erver to a database, a time to re quest and return a displaycrf w^Vpage, and 
a number of users that an application can manage by trackmg and timing a plurality of 



.transactiotis within the shared oomputin gw eb application environment; and 
wherein a decision to re-allocate the resource from the standard customer to the premium 
customer is based on pinmlity nf pi^rfrvrmnno e data the retrieval rate from a web 

m 

armlication server to a database, the time to request and return a displayed web-page, 
the number of users that an awlication can manage, a plurolity of cufltomcr information, 
a target Hst of standard customers, the status of the standard customer, and the status of 
the premium customer. 



2, (Currently amended) A data processing machine for allocating a resource by a service 
provider to a premium customer in a shared oomputing web application e nvironmen t in which a 



web application 



^trieves data from a database and transmits data in the form of a wel 



page to a plurality of consumer computers, tJie machine comprising: 



a processor; 



a memory; 



a service level agreement stored in the memory, the service level agreement setting a 
threshold performance level for tfe^a_resourcc and a penalty for failing to meet ftte-a 
threshold perfomiance level; 
means for causing the processor to measure a performance level of the resource; and 
means for causing the processor to compare the performance level of the resource with the 
threshold perfomiance level; and 
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responsive to determining that the perfonnance level does not meet the thr^hold 
perfonnance level, means for detennining if the resource has been aUocated to a 
customer that is not using the resource, 

* 

responsive to deteiroining that the resource has not been aUocated to the customer that 
is not using the resource, determining if the resource has been allocated to «Jie 

standard customer, and 
responsive to determining that the resource has been allocated to a standard customer. 

re-allocating the resource from the standard customs: to the premium customer, 
dotcrmining tho minimum total rcdjato payablo by the DOfviCQ provider for tho. br e aoh j 

wherein a decision to re-allocate the resource from the standard customer to the premium 
customer is based on th e measurement of th e perfbmiance level-plurolity of 
pgrformanoo data» fr - plurality of cuQtom e r informatiop , a target list of standard 
customers, the status of the standard customer, and the status of the premium customer; 
and 

* 

w herein a plurality of data measured to determine the per formance level includes a retrieval 
rate from tlic web application server to the database, a time to request and return. a 
displayed wcb-t>age. and a number of users that a web applic ation can manage. 



3. (Currently Amended) A program, encoded in a computer-readable medium, for allocating 
a resource to a premium customer by a service provider in a shared cnmpntiftfrweb application 
environmen t in which a web apnlication server retrieves data from a database and transm its data 
in the form of a web page to a plurality of consumer computers, the program comprising: 
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tneans for detennining if a utilisation of the . resource has caused a breach of a service level 

agreement with the premium customer; 
means for determining if the resource has not been allocated to an any customer that is not 

using the resource; 

responsive to determining that the resource has not been allocated to the any customer that is 
not using the resource, means for determming if the resource has been allocated to a 
standaid customer where a - the standard customer has a standard customer penalty for a 
breach of a standard customer's service level agreement; and 
responsive to detennining that the resource has been allocated to a standard customer, means 
for re-allocating the resource from the standard customer to the premium customen 

dotonnining tho minimum total rebate pfl>iiblo by tho oonioo provid e r - for dio broachjj - Qn d 
wherein a decision to re-allocate the resource from the standard customer to the premium 
customer is based o n - the plurnltty of performonoo data, a plurality of ougtomor - infonnation^ 
retrieval rate from the web application server to the database* a time to request a nd rctum a 
displayed web-oage, a number of users that a web applica tion can manage, a target list of 
standard customers, the status of the standard customer, and the status of the premium customer. 
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